When explaining to a customer why you can't provide compensation for cold items, it's essential to communicate the reasons clearly and empathetically. Here's how you can do it:

Acknowledge the Issue:
Start by acknowledging the customer's concern and the fact that their food arrived cold. Express empathy for their experience to show that you understand their disappointment.

Provide Information:
Offer an explanation for why compensation cannot be provided in this specific instance. You can mention factors like delivery times or the company's policies, but avoid technical jargon and be concise.

Offer Alternatives:
While you might not be able to provide monetary compensation, offer alternative solutions or benefits, if applicable. For example, you can offer a refund or credit for the specific item or a discount on a future order.

Encourage Feedback:
Emphasize the importance of customer feedback and how it can help the company and restaurants improve their service. Encourage the customer to leave feedback through the app or website.

Here's an example response:

"I'm sincerely sorry that your food arrived colder than expected. I understand your disappointment, and I want to explain why we can't provide compensation in this case. Our records show that your order left the restaurant at [time] and arrived within the expected [time] window. Due to our policies and the circumstances, we are unable to offer compensation beyond what we've provided for the specific item.

However, we value your feedback and encourage you to share your experience on the app. Your comments help us and the restaurants we work with to make improvements for future deliveries. Additionally, we'd like to offer you a [partial refund/credit] for the affected item as a gesture of goodwill. We hope this can help make amends for your recent experience, and we look forward to serving you better in the future."